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Abstract
A desire to develop a service where students at the University of NebraskaLincoln (UNL) could reach out to their fellow students in search of improving their
mental health and well-being laid the groundwork for this project. After reviewing
various ideas, a peer-run warm line service best matched the goals of the project. After
completing preliminary research, costs and benefits of warm lines were compared to
determine the operations and best practices for warm line services. Obtaining funding
for the development of this service was another main focus because funding is required
for this idea to become a reality. Consequently, this project consists of a financial
proposal for a peer-run warm line service along with a more detailed explanation of the
process used for the development of this idea. The financial proposal contains the
following components: an explanation of the need, a proposed approach, and an outline
of budget considerations. As explained in this financial proposal, warm lines offer great
potential to fill gaps in mental health services and improve student well-being at UNL.

Key words: warm line, peer-run, psychology, mental health, well-being

Dedication
I would like to thank my advisors Jeffrey Stevens and Constance “Connie”
Boehm for their willingness and support for my idea to develop a mental health resource
for UNL students. Support from my family and friends throughout this process has been
appreciated too.

Table of Contents

Financial Proposal – Husker to Husker Nightline ...................................................... 1
Section A: Statement of Need ..................................................................................... 1
Section B: Proposed Approach ................................................................................... 4
Section C: Budget Considerations .............................................................................. 9
Supplementary Materials........................................................................................... 16
References ................................................................................................................. 20

1

Husker to Husker Nightline:
Peer-run warm line texting service development at University of Nebraska-Lincoln

Section A: Statement of Need:
Section A.1: Explanation of the Term Warm Line
Hotlines are fairly commonplace in society. A hotline is used for a person who
requires help quickly in a critical situation. However, not all situations in which people
want help constitutes as an emergency, and this is when a service known as a “warm
line” may be used. Warm lines are designed to be available for individuals who are
seeking help for an issue that is currently not an emergency or life-threatening situation.
Examples of when a warm line would be used include working out a minor relationship
issue or seeking more effective ways to deal with stress. Stopping a minor issue from
developing into a serious problem may prevent or reduce potential psychological and
financial damages. Many warm lines in the United States are run by a mental health
organization, a county, or a state. In addition, there are warm lines that are run by
colleges and universities. Some warm lines at universities are peer-run warm lines;
therefore, undergraduate and graduate students staff the warm lines (Dalgin et al.,
2011).

Section A.2: Description of Needs Met by a Warm Line
At the University of Nebraska-Lincoln (UNL) a warm line service is not currently offered
although other Big 10 schools such as University of Maryland (UMD), Ohio State
University (OSU), and potentially Rutgers University offer warm line services as an
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available resource to students. The services are generally available Monday through
Friday during a set time window each of those days, and the specific purpose and
organization varies between warm lines. Some are peer-run while others utilize
professional counselors. There are also warm lines for students while other warm lines
are for faculty and staff concerned for students (UMD Office of Parent and Family
Affairs, 2019); (OSU Wellness Center, 2020); (Rutgers University-Newark, 2019). The
warm lines both inside and outside of the Big 10 are generally used for non-emergency
situations although some helplines are for both emergency and non-emergency
situations. By having these services available, students have the opportunity to speak
with someone when they begin working through an issue or just need to be listened to.
By offering a peer-run warm line at UNL, support will be provided to students by
having a peer available to work through smaller-scale issues like a minor relationship
issue or working through academic stresses. The warm line at UNL would be offered
from 6pm to midnight from Monday through Friday when class is in session. This time
of the day is when most classes have ended, and students may have more alone time.
Not operating during weekends, holidays, and breaks will provide the necessary time off
for volunteers because the mental health and well-being of volunteers is important as
well. Having the warm line available during these specified times should be convenient
to many involved. Adding a texting warm line service available during this window of
time shows promise for reducing the overwhelming need for CAPS services. According
to The Healthy Minds Study done at UNL by Eisenberg et al. (2019) only 43% of
students at UNL were found to be in a state of positive mental health.
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Mental health can noticeably affect the academic performance of students. This
is one of the many reasons to focus on positive mental health in students. At UNL,
almost a quarter of students who were surveyed expressed that either mental or
emotional difficulties negatively impacted their academic performance (Eisenberg et al.,
2019).
This need can be seen from looking at the number of students that use
Counseling and Psychological Services (CAPS). Over recent years there has been an
increase in the number of students utilizing these services. From 2013 to 2018 the use
of CAPS by undergraduate and graduate students increased by 48% (Final Narrative
SAMHSA Grant, 2018).
Another key part to the warm line at UNL will be that instead of calling in,
students will use a texting service to receive help. Many students feel more comfortable
texting instead of speaking over the phone since texting has become such a
cornerstone to communication for the younger generation (Pew Research Center,
2015). Princeton University uses a similar service for their warm line that offers an
online chat service for their students (Princeton University, 2020).
One major goal of implementing a warm line at UNL will be to reduce students’
stress levels by allowing them to work through issues. However, it is important to be
realistic when looking at the situation. Having a warm line in place may not completely
eliminate stress students are dealing with; nevertheless, it is plausible that the more
harmful type of stress known as distress could be reduced or eliminated.
Ideally with the warm line in place, the service will be working to either remove
distress or to transform distress into eustress. Eustress is defined as a positive
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response towards a stressor. Something that has been shown to be characteristic of
eustress is that the situation of concern appears workable (Branson et al., 2018). The
warm line service would ideally assist the person texting in to reach a point where their
issue appears manageable. By helping the person feel more in control of the situation,
he or she would be taking steps to transform distress into eustress.
Having significant amounts of distress in a person’s life will often cause issues.
On the other hand, experiencing eustress has opportunities to be useful and have
positive effects on a person’s life. A study done by Sullivan (2011) on undergraduate
students’ perceptions of eustress and related components found that there is a positive
correlation between eustress and life-satisfaction. This supports the idea that eustress
may be beneficial. Feeling stressed is something that commonly occurs, but this stress
could be better controlled and managed by having this resource at UNL. Students
would have the opportunity to work through minor problems to begin developing a better
outlook on the situation. Then their stress over the situation would potentially be
classified as eustress instead of distress.

Section B: Proposed Approach
Section B.1: Goals and strategies for success
Goal #1: Provide empathetic listening to UNL students by utilizing the warm line service
to improve their wellbeing and to resolve non-emergency issues.
•

Training volunteers in various techniques such as active listening and connecting
through sharing personal stories of a similar nature will be done. Well-being
training will be used as a basis for the warm line training, and this training is
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already present at UNL. For the warm line specific training, a focus on
instructing volunteers on how to “mirror” the language of person texting in to the
warm line will occur. Mirroring language in this case refers to matching their style
of texting. For example, if someone texts with many abbreviations, then the
volunteer should do their best to match that style (S. Cowger, personal
communication, November 11, 2019).
•

Utilizing active listening while a user is texting to vent their feelings can be
beneficial. Wishing to have someone listen to their complaints may at times be
the main reason some of those are using the texting service. By being an
understanding outlet to those people, considerable support can be provided. On
the other hand, some people may wish to share experiences with someone.
Knowing that a person is not alone and that there are others going through the
same issue is encouraging, which is why having volunteers offer personal stories
can be beneficial (Pudlinski, 2001).

Goal #2: Offer guidance and proper referrals to a wide scope of problems experienced
by students.
•

The volunteers will undergo training that will explain how to offer guidance to the
person texting in on how to begin taking control and making certain changes in
order to better the situation. A useful method for accomplishing this is to envision
how the conversation should be ended and work backwards in order to
accomplish that goal (S. Cowger, personal communication, November 11, 2019).
While doing this the volunteers will also need to be knowledgeable about the
available resources that may be suggested to students when it is appropriate for

6

their individual situations. There will be lists available to the volunteers within
different categories, and then several of the relevant services can be given to
provide more support for those using the texting line when necessary.
•

There will be an extra focus on common issues the warm line volunteers will
encounter. At a peer-run warm line at OSU, the most frequently mentioned issue
was academic stress. Other calls were about relationships, community, anxiety,
and depression. It is possible similar issues will be common at UNL; therefore,
extra training on these topics would be useful for offering the best support to
students. A challenge that reoccurred at the OSU warm line was volunteers
needing additional help with a caller occasionally (I. Levert, personal
communication, December 12, 2019). Providing comprehensive training for
those staffing the warm line at UNL will be done to help minimize this predicted
issue.

Goal #3: Empowering students by building problem solving skills for life issues.
•

This will be an important aspect of the warm line. Providing support allows the
students to have a better understanding of how to deal with issues. Ideally, this
will be taken a step further, and over time those using the warm line will be
instructed on how to better manage issues on their own. Giving back
independence to those using the warm line when the time is appropriate will be
done by the volunteers giving instruction for how they can manage issues on
their own (Pudlinski, 2009). Explaining various coping techniques and offering
techniques for improving quality of life will be done in attempts to empower those
using the texting service.
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Section B.2: Required Activities
A. Mastering nuances of using texting instead of speaking over the phone to
improve the quality of communication between volunteers and users.
a. This will be done through training and continued guidance. Something
specific that will need to be utilized with the texting service is learning to
mirror the way that the person is texting them. Some people use many
abbreviations while texting while others use correct spelling and
punctuation while texting. To make the person using the texting service
feel more comfortable it is useful to mirror texting as a volunteer while the
conversation progresses.
B. Dispelling confusion about what a “warm line” is used for so that students
understand what this service is available for.
a. This will be critical for ensuring that as many people can utilize the warm
line as necessary. Thoughtful naming of the service will be one useful
way to decrease the chances that people are mistakenly texting into the
warm line when another service would better suit their needs.
b. Phrases will need to be narrowed down, and then then an optimal
explanation will be chosen. The name and how it is advertised will be
critical since the explanation for what this service is will need to be clear
but also succinct.
C. Promoting this service at the university so that students are aware of the service.
a. This will be done in a variety of ways. There are various free services that
can be used for advertising. A specific amount of money will also be
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allocated to spend on advertising since some beneficial advertising will not
be free. However, the advertising methods used will be those with
minimal costs to reduce the overall upstart and maintenance costs of the
warm line texting service.
b. Listing the warm line as a resource available will need to be done on
various portions of the unl.edu website. The information about the warm
line will potentially be added to the Campus Guides application. During
the New Student Enrollment (NSE) days for incoming freshmen at UNL it
would be beneficial to have this warm line resource listed among the
campus resources.

Section B.3: Project Timeline
Expected
Activity

Required Resources

Personnel Involved Completion
Date

Planning for the

Proper research to set up

Big Red Resilience

Late March

warm line

warm line, funding

& Well-being, ASUN

2020

Developing team

Gathering and training

Assistant director,

May –

of volunteers

volunteers to staff the

volunteers, well-

September

warm line

being coach trainers

2020

Purchasing of

Funding finalized, timed to

Assistant director

May – July

software

minimize any unused time
with the service

2020
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Promoting warm

Increase awareness of

Assistant director,

May 2020 –

line

this service and what it

volunteers

May 2021

offers to UNL students
Implementing

Customization of software

Software company

July –

warm line

over 1 to 2-month period,

associates,

August

personnel infrastructure,

assistant director

2020

Well-being coaches will

Well-being coach

August –

complete training

trainers

September

training set up
Training

specifically for staffing the

2020

texting service
Start date

Warm line will begin

Assistant director,

September

operating and be available

volunteer

2020

to UNL students

coordinators,
volunteers

Section C: Budget Considerations
Section C.1: Management, Staff, and Volunteers
The budget needed for running the warm line will include the costs for the
personnel, which will include a warm line assistant director, a volunteer coordinator,
trainers for volunteers, the volunteers, and benefits for staff. Students who are
volunteers will be the people staffing the warm line, so they will not require
compensation. Programming is another portion of the budget, and this includes the
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texting service software, staff training, benefits for staff, equipment, supplies, office
space, food, incentives, and advertisements. The final part of the budget includes the
costs for advertising this new service; the costs of advertising should be minimal
considering the wide variety of free advertising available.

Section C.2: Key Personnel and Programming
Position

Duties and Responsibilities

Salary

Assistant

Oversee the warm line, work for

$47,500-

director

continued funding, and continue

$50,000

spreading awareness

annually +

FTE
1.0 FTE

benefits
Volunteer

Undergraduate students who

$10.00 per hour

0.25 FTE

$0.00

-

$0.00

-

coordinators (2) organize and coordinate the
schedule for volunteers
Trainers for

Instruct volunteers how to deal with

volunteers

various situations and what
referrals to provide to users

Volunteers

UNL undergraduate and graduate
students that have undergone wellbeing coach training and texting
service response training
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Personnel
•

Warm line assistant director
-

Would be responsible for overseeing the warm line along with the training and
volunteer coordinators. Promotion of the warm line would be a duty for this
position along with searching for any additional funding. Keeping up-to-date
on best practices for the operation of a warm line would be done as well. The
assistant director will receive a salary of approximately $47,500 - $50,000
plus benefits and be a 1.0 FTE (C. Boehm, personal communication,
February 4, 2020).

•

Volunteer coordinators
-

Will be student workers who are responsible for scheduling the volunteers for
their shifts. If a volunteer is unable to show up to a shift because of an
illness, an emergency, etc. it will be up to the volunteer coordinators to find a
replacement. Volunteer coordinators will undergo a brief training session on
how to perform these tasks. They would receive a salary of approximately
$10 per hour with the two volunteers’ hours equaling about 0.25 FTE.

•

Trainers for volunteers
-

Will perform the training for the additional 10-20 hours of training required
specifically for the warm line texting service. This should come at minimum to
no cost for UNL because there is already staff in place for similar training
such as well-being training.

•

Volunteers
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-

Will undergo the well-being training currently offered at UNL along with the
additional 10-20 hours of training specifically for the warm line texting service.
Since they are volunteers, they will be paid $0. Ten to fifteen volunteers will
be required.

•

Benefits for Staff
-

Would be provided for the assistant director. With the rates at UNL, the
benefits received would be 40% of the salary (Fringe Benefit Rate Estimates,
2020).

Programming
•

Software:
-

Start-up costs will be approximately $9,000 to $10,000 per year for the iCarol
software.

-

Ongoing costs will be approximately $6,000 per year after the initial year for
the iCarol software (V. Ross, personal communication, January 14, 2020).

•

Staff training
-

Currently implemented well-being coach training will be utilized to reduce
additional resources being spent on training. This portion should come at
minimum to no cost for UNL because there is already staff in place for similar
training such as well-being training (C. Boehm, personal communication,
February 11, 2020).

-

Texting service warm line training will need to be offered in addition to the
well-being coach training. Approximately 10 to 20 texting service warm line
training hours will need to be completed by each volunteer.
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•

Supplies
-

Desktop computers may need to be provided for accessing the software, and
ideally about four desktop computers would be required for the volunteers
and supervisors. Each of these would cost approximately $1,000.

•

Office Space
-

Minimal space would be required. There should only be approximately five
people there at the most while the warm line is operating Monday through
Friday from 6:00pm to 12:00am when class is in session for the semester.
From this it can be estimated that the office space will cost approximately
$10,000 per year (C. Boehm, personal communication, March 3, 2020).

•

Food
-

Food will be available while training for the warm line is being completed. An
estimated cost of $3,000 to $4,000 will be budgeted for meals and snacks
provided to those undergoing training.

-

Approximately $500-$1,000 will be used during the year to provide snacks to
the volunteers completing their shifts.

•

•

Incentives
-

T-shirts would be provided for volunteers and would cost about $300.

-

Other incentives will be used, and at most these should total to $100.

Advertisements
-

340 flyers throughout residence halls can be put up by the Resident’s
Assistants in each floor of every dorm. Most UNL students are required to
live in the dorms for their first year of college, so this would be a great way to
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spread awareness of this service. Printing for these flyers would cost about
$45 total if printed with colored ink.
-

28 posters throughout campus buildings can be distributed through the
Student Involvement Center at UNL. Printing costs would be approximately
$5 if printed in colored ink.

-

Social media such as Facebook, Twitter, Snapchat, and Instagram would be
used to spread the word that there is a warm line texting service offered at
UNL. Posting on social media is a great platform for getting the attention of
students. A considerable amount of effort should be put into this type of
advertisement to explain what the warm line is and when it is available for
use. On certain platforms it is possible to boost posts for relatively cheap
amounts such as $5 or $10, and doing this should be considered to increase
the amounts of students seeing the posts.

-

Promoting this service to parents could be done by sending out an email
explaining what this service. The idea behind this is that parents may relay
this information to their UNL student. Although a letter would also be
effective, sending an email will save on costs for postage, letters, printing,
and paper. Sending out the emails would cost $0.

-

In student newsletters there could be an explanation of the warm line
service explaining when and how the warm line can be used. Explaining that
the warm line is not for immediate crisis and only for non-emergency
situations will be done. Many UNL students could be reached through this
method, and providing this information in the newsletter will cost $0.
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-

Faculty/staff newsletters should also be utilized so that if a faculty or staff
member knows of a student who could benefit from this service, they could
redirect the student to this resource. Ideally, they would have a decent
understanding of what this service is and how it is beneficial to the students
so they would understand whether or not to refer them to this warm line
service.

Section C.3: Annual Budget Summary
Assistant Director

$47,500-$50,000

Volunteer Coordinators

$3,500

Trainers for Volunteers

$0-minimal cost

Volunteers

$0

Benefits for Staff

40% of salary

Software

$6,000-$10,000

Staff Training

$0-minimal cost

Supplies

$4,000

Office Space

$10,000

Food

$3,500-$5,000

Incentives

$400

Advertisements

$55-$60
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Supplementary Materials:
My Process for Developing a Warm Line at University of Nebraska-Lincoln
For my honors senior project my goal was to come up with a mental health
service that would be available for UNL students. More specifically I was envisioning a
way for students to positively support each other’s mental health and well-being through
some type of chatting or texting service. From experience, I thought that many younger
people would likely prefer having an option to use this type of communication since
texting has become so commonplace and comfortable. After I was put into contact with
the Director of Big Red Resilience & Well-being Connie Boehm, we discussed potential
ways to implement this. She suggested something I had never heard of called a warm
line. This matched very well with what I was envisioning, so I explored this idea further.
After doing some preliminary research it appeared to be a great resource and
something that could be utilized at UNL. At this point I decided that developing a peer
run warm line texting-service for UNL would be the focus for my honors senior project.
More extensive research for the warm line was done to gain a better
understanding of how warm lines are generally set up. In addition, research was done
to learn what the benefits and challenges of a warm line are. The research continued to
yield promising results. I was able to speak with UNL’s Director of Post-eligibility
Opportunities Programs Samantha “Sammi” Cowger, who previously worked at a
helpline in Missouri called the Missouri Crisis Line. She was able to share helpful
information with regards to the set up and realities of certain hotline and warm line
operations (S. Cowger, personal communication, November 11, 2019). Research on
warm lines that are not university system based also led to findings that showed the
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usefulness of warm lines and the financial savings that are associated with them
(Prader & Lane, 2015). In addition, it was found that other schools like Ohio State and
Texas A&M use a warm line and a help line, respectively.
After several months of research, I began to contact various people. First I
contacted Ivory Levert, who is the program manager at Ohio State University (OSU). At
OSU they had just began a peer-run warm line service for their students in the fall of
2019. From speaking with her, I was able to gather information about the most common
types of calls they were receiving along with other useful information such as any
challenges they had experienced and how their warm line service was organized and
staffed (I. Levert, personal communication, December 12, 2019).
Texas A&M was another university with whom I was able to get in contact.
Through a phone call with the help line coordinator Susan Vavra, I was able to gather
information about the help line that they have been utilizing for 25 years. Especially
because of the length of time this service has been around, the information she shared
was beneficial. As a help line, it is used as both a warm line and a hotline, which is
different than the service that would be offered at UNL. Nevertheless, this
correspondence gave great insight into how the service is sustainable and continues to
be useful for their university in particular (S. Vavra, personal communication, January
27, 2020).
Something else that was researched was the type of software that would be used
for the texting service. A software would be useful for managing, sorting, and assigning
the texts to the volunteers. Having a software for the warm line would offer a higher
level of security for the incoming information. This would ensure privacy for the users of
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the service. From comparing several different software options, it appeared that a
crisis, referral, and helpline software called iCarol would offer the most benefits at a
reasonable price.
Following this decision, I contacted an iCarol solutions expert Veronica Ross.
Over the next several months she was able to provide quotes for the cost of setting up
the type of warm line that would be used at UNL, for the cost of using iCarol for the first
year, and for the ongoing yearly cost of using the software. She was also able to inform
me that Princeton University is an example of an institution that uses the iCarol software
for their warm line service. Then she was able to provide helpful resources for learning
more about the software and the different ways the software can be used to fit the
needs of each individual warm lines being developed (V. Ross, personal
communication, February 19, 2020).
While gathering this information, I began to draw up a financial proposal
illustrating the need, the design, and the costs associated with implementing a peer-run
warm line texting service at UNL. Over the next several months, the financial proposal
was completed in a timely manner to increase the likelihood of receiving funding for the
warm line. Some of the compelling research data that I had gathered was included in
the financial proposal to illustrate the usefulness of the survey and to explain the
reasons for the specific type of warm line chosen. After starting on this financial
proposal, my focus shifted to collaborating with people who could help with getting
funding for the warm line.
One person that I was put into contact with was The Association of Students of
the University of Nebraska (ASUN) fee allocations committee chair Jacob Gideon. We
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discussed ideas about the warm line service. Then he was able to put me in contact
with the chair of the ASUN campus life and safety chair Veronica “Roni” Miller.
Speaking with Roni was helpful for gaining understanding of how to get support
from the student body to finance the warm line. I asked how I would be able to get a
survey put on the ballot for UNL’s upcoming ASUN student elections in March of 2020.
The goal was to gauge students’ opinions on allocating approximately $2.98 of student
fees for a warm line service. Roni was able to explain this process to me. After
gathering support and working together on the wording of the survey, Roni presented
the bill to include this survey on the ballot at a weekly ASUN senate meeting. During
this presentation I was there as well to offer my expertise and answer questions from
those in ASUN. The bill was successfully passed to get it put on the ballot for the ASUN
student election in March 2020. Following the submission of this honors project, I will
continue to increase awareness and gather funding so that implementing a peer-run
warm line texting service at UNL will become a reality.
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